BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

1713797 QKE coks Tech) went to site and the cable pairs for the TXNU'S
appear to be open and he's unable to get dial tone. Trouble referred to John
at Ameritech/NECC--will call us back with TKT#. Per Tim (Ameritech/NECC)

cable pairs have continuity to D-mark so he's closing trouble ticket.

Wat AMI/NECC because the pairs that were closed out on the
trouble ticket were still not testing OK for Steve. We did have a problem with
Wt AMI/NECC not listening to wh

~las asking and he
started arguing with them. He also told the man in toll he could hangup when |

ad asked that he still work on the problem with him. When edto |
communicate with John he started to argue withhﬂad the same problem
with John in the a.m. when he issued the original trouble ticket. | had relayed

_the info the tech, Steve, gave me exactly as it was given to me and they John
wrote something different on the trouble ticket—trying to say | gave him the wrong
info. | tried to explain that | gave him exactly what the tech said and he started
arguing with me. 1tald him | did not have time to waste arguing with him and if
‘he wanted to talk t would get her. He just got quite and did not sai one

word. There has been a continual problem with John and it's believed tha
ferred the problem to Jerry Hiley (Ameritech).

1/14/97: There are two bad CFA's on order. A change was made and sent to
Ameritech Unbundling. The corrections were relayed to John (Ameritech C.0.),
Dennis (translations) and to Scott. The cut started at Spm. Having a problem
with the two lines that have CFA changes. The C.0O. person working the cut
didn’t know of the changes. John did not relay the changes to the rover doing
the cut. Cut finally completed at 7pm.
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AMERITECH INCIDENT REPORT

Customer Name
Telephone #:

Customer Address: - - .

This order was provisioned wrong by Ameritech. It works in LITESPAN and the

C.0. programmed it according to their order. Nobody in C.O. to reporgram the

LITESPAN back to put the customer back on their “old stuff’ until Ameritech

corrects their order. Customer agreed to wait until things are fixed and cut on

Monday but no switchman in C.Q. to work order back.

“So, we can’t work it back but it's not working right the way it is! Mark/NECC

is checking to see if a “rover” could program the LITESPAN.

Cut was to occur on 1/9/97 at Spm—Ameritech notified on 1/7/97 via email. Do

not know, at this time, what the status is of the order.
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BROOKS FIBER COMMUNICATIONS OF MICHIGAN INC.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

.Brief:Desariptio

On this order new loops were ordered in advance (and not done) at the “T" -
address. Ameritech technician didn't want to do the loops with no dial tone—
that shouldn't have been a prcblem because C.Q. could’'ve put tone oit new .
pairs to test at D-mark. Customer was given a 6pm cut time from Ameritech.

Because there was only one (1) “rover” working on other orders this didn’t get
started until 8:30pm. Then, the Ameritech tech. had tagged the D-mark with
the #'s consecutively instead of as they came in on the cable pairs. By the
time we figured out what had happened we wasted a lot of time!

The cut finished at 10pm.

.......
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AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

Ameritech started to cut this cuéfomer at 3:30pm instead of the 5pm scheduled
time. End result - the customer could not make any outgoing calls for about
an hour until everyone figured out wat was going on. Overall, the cut did go

okay but the customer is left with the impression that we did not have everything
coordinated properly.
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“‘ BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.

' AMERITECH INCIDENT REPORT

| Telephone #:

Customer Address:

This is a Centrex order for 26 lines at four locations. Customer wants all to be

cutover at the same time. :

Ameritech sent FOCs for three locations on 11/1/96 and the other on 11/4/96.

Sent porting info to Ameritech on 11/6. On 11/7 Ameritech called to say we

didn’t address one of the numbers when actually we did.

After a couple of changes in the due dates the cut was scheduled to occur on

11/27/96 at 9am. Ameritech was sent notification in early afternoon on 11/19.

On 11/20 at 4pm Ramone from Ameritech called to say he'd completed the cut

for one of the locations—THIS WAS NOT SUPPOSED TO OCCUR YET. Pat

(Brooks) notified Neil (Ameritech) the day before about the change in due date.

The customer called on 11/21 saying they were quite upset about the business

they are losing due to no service. Brooks Dispatch notified Ameritech of

situation and Ameritech reversed work so customers lines we operational again.

On 11/26 1pm the order was verified with Ameritech as to the next day's

scheduled cut. On 11/27, the day of the cut, no dial tone was found at the

D-mark—card checked. Ramone at Ameritech didn't work disconnect at 9am as

scheduled, however CO worked their portion. At 11:40 Ramone was having

difficulty completing translations due to traffic on lines. One of the other

locations was cutting from ISLC and wasn't complete yet

On 12/3 all lines were working except for one in Holland. Brooks corrected the

CFA problem and at 2:15pm lines were tested OK.
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"‘“ BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.

AMERITECH INCIDENT ’REPORT

Customer Name:
Telephone #: |
Customer Address:

This customer has 38 lines to cutover to one Centrex group. It was established

that loops would be reused. The due date was originally scheduled for 11/25/96

so that to even out the cutover schedule. Ameritech sent over FOC's on 11/20.

On 11/20 the customer called and wanted the cut to occur on 11/26 at 10am.

Ameritech, on 11/21 confirmed that the new date was OK and an email was

sent to AMI as written confirmation. The vendor was notified of the cutover but

per Jane at Lucent they don't need to be there.

On 11/25/96, Ameritech called to say they were concerned that if this business

had a lot of incoming traffic it could slow up the cut a great deal—they can't cut if

the lines are busy. Everyone agreed to change the cutover time to 7:30am. The

cut started at 7:30am but Ameritech had a problem in their switch releasing the

disconnect orders so that they could start the porting. As of 10am, 11/26, the

porting was done except for the first 10 lines at the main address. At 12noon

Joe at AMI called to say that porting was complete.

The customer was not a “happy camper” about being without phone servicé for

“four (4) hours.
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A“‘“ BrooKS FiBer COMMUNICATIONS oF MicHiGan, inc.

AMERITECH INCIDENT REPORT

Customer Name:-
Telephone #:

“a Customer Address: —

Order #

Ameritech was supposed to install the customer on 12/27/96. Constant pro-

crastination on Ameritech'’s part still has the order for DID circuits still pending
tompletion. .

When Ameritech installs an order for DID circuits we give them the choice of
using either metallic or pargain to bring the loops into the C.O. Ameritech
chose metallic, only to discover that they should have used pargain. They
then reassigned a due date of 1/8/97. On 1/7/97 we found out that it, once

again, wasn't going to be completed. They stated that they had to re-engineer
the order and that there was an ISLIC problem.

As of 1/10/97, the order has still not been completed.
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AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:

* Customer Add ress:—

There were three new DID cfrcuits to be added.

One of the circuits was on a defective Brooks card and had to be replaced.
The other two were going into PLO because Ameritech had them waorking on
GST cards in pairgain which is incompatible with out 68 cards—-they were
provisioned wrong out of their [Ameritech’'s] ISLC.
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BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.*

- AMERITECH INCIDENT REPORT

Customer Name: Order #
‘ Telephone #: -
ta Customer Address: I I

Lines were ported incorrectly as follows:

Ported # Port To Was Ported To
241 6411 493 2560 493 2530

241 6415 493 2561 Not Ported

241 6412 493 2562 493 2563

Porting has been corrected b-Brooks).
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BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.
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AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:

Customer Address:

The Ameritech telephone number was not porting at the time of the cut.




"‘“ BROOKS FIBER COMMUNICATIONS OF MIICHlGAN, INC.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

:'On Jan 9, 97 thts customer was CNF by Ami to install one new loop. This was

not loaded for an Ami tech, so the work never got done.

On Jan 10, Paul, Brooks Dsp. called Ami. He spoke w/ Nancy, who said she
escalated the order. It was loaded per Nancy for Jan 13. :

On Jan 13, the work did not get done.

On Jan 13, our provisioning group called Ami and got confirmation from them the

order will be worked on Jan 14. It was loaded to an Ami tech as his second job.

On Jan 14, at 11am, the work was still not done. Paul called Ami who told him

that the first job for the Ami tech took too long and that they changed the due

date for the 15th.

On Jan 15th, finally the customer is on Brooks service. The new loop has been

installed, the lines have been ported. But now, lines 1& 2 are hollow sounding.

So Ami has to redispatch someone to go out and check the lines.

Jan 16th, hollow sounding still has not been tested by Ami. It was loaded by a

tech, but now is pending load. Tom at Ami was going to escalate to get this

loaded for tomorrow, Jan 17th.

Jan 17th, no comments in order yet that Ami has done anything.




BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC. -

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

Original due date 1/8/97. Not complete because Ameritech tech was called off

on trouble per Nancy in unbundling. Order turned back again on 1/9/97 because

report from dispatch to unbundling was ‘need access to back yard'. | called

customer contact. Dave Selzer said didn't understand--backyard is wide open

and anyone can walk back there. Then Ameritech said ‘no access’. On 1/10/97 .

was told order was in ‘jeopardy’ meaning it was turned back for no access.

Actually, order wasn't released for dispatch on 1/10 a.m. Then was told wouldn't

be done on 1/10 because of work load. Nancy in unbundling offered to

escalate if necessary. | called customer who said Monday would be fine. Nancy

will follow thru on this order asking tech to call here personally from site if there

is a problem.

~

On 1/13/97 Nancy says for reasons unknown to here and dispatch order was not

done today. Itis expected that the weather and AMI trouble is playing a big part

in it. Remarks in order say cross-connection work is complete but due to ‘got

late and dark’ they would run the drop on the 14th. Was on work schedule for

the 14th. It was not done on 14th — no reason given. | called Nancy again on

15th. She says will follow thru on order. It is rescheduled again today. She will

keep in touch.

Order was completed by Ameritech on 1/15/97.
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AMERITECH INCIDENT REPORT

Customer Name: o Order #
Telephone #: |

Customer Address:

The problem with this order was two (2) missed due dates. The first date we

were given was 10/31/96—-this was missed due to force and load. We were .

then told it would be completed on 11/1/96. This date was missed due to cable

trouble. The order was finally completed on 11/4/96.

RO CRITRAT
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BrooKS FiBer coMMUnicationS oF MicHiGan, INc. - L i 4§

AMERITECH INCIDENT REPORT . e

Customer Name:
Telephone #:
Customer Address:

scrptio

A0

This is an account that Ameritech missed the due date. The first due date that

we were given was 10/31/96. This date was missed due to heavy work load on

that day. The second date we received was 11/4/96, which was also missed dus
to heavy work load. :

The account was finally finished on 11/5/96.
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BrooKS FiBer coMMUnicaTionS o'F MicHiGan, |N§.

AMERITECH INCIDENT REPORT

Customer Name:
Telephone #:
Customer Address:

The problem with this account was a missed due date. Ameritech gave us a due

date of 11/7/96. They missed this date because they said that they had a work

load that was too heavy for that day.

They should be able to plan that better. We give out customers the due date

and then have to call them to change the date.
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" AMERITECH INCIDENT REPORT

PENRYE S g

The customer has an OPX We wanted Amentech to mlscellaneous b|ll the

OPX Amentech re.used We put the order on hold to awalt a demsron.

;.J_.,.. . ‘\ :,‘;‘4

Amentech then started to work the order after the order was put on hold The

customer had two numbers that went down. Ameritech got one of the numbers

back up the same day but the other number was still down three days later.

Lot

The order is still on hold pending a decision on the OPX issue.
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e BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.:

" AMERITECH INCIDENT REPORT

= Customer Name: ...
' Telephone #.©
Customer Address: -

CUSTOMER CALLED AMI TO ADD CALL FORWARD/FIXED TO THE LAST . -. | -..
LINE OF THEIR HUNT GROUP, WHICH 1S CURRENTLY WITH AMI BUT AN == | -
ORDER 1S PENDING TO SWITCH THESE LINES OVER TO BROOKS. THE &« |+« -
AMI REPRESENTATIVE TOLD THE CUSTOMER THAT HIS REQUEST WAS
NOT POSSIBLE BECAUSE OF THE TYPE OF SOFTWARE AMI USES. ALL
THE CUSTOMER WANTED TO DO WAS SIMPLY HAVE THE LAST LINE OF
THEIR HUNT GROUP TO CALL FORWARD TO ONE OF THEIR BROOKS
NUMBERS THAT'S ALREADY UP & RUNNING ON BROOKS. THIS
CUSTOMER SHOULD BE ABLE TO ADD CALL FORWARDING TO ANY
NUMBER THEY CHOOSE. WE ADVISED THE CUSTOMER TO CALL AMi
BACK AND ADD CALL FORWARDNARIABLE TO THE LAST LINE SO THAT
THEY COULD DO THE PROGRAMMING THEMSELVES.




Customer Name: .
Telephone #: - - -

The problem with this order was a missed due date by Améritech. -We were v
given the date of 11/21/96, the customer was not instalied until 11/25/96.-The .-+
reason given was that they had too heavy a work load to complete it on that day.
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| Customer Name
Telephone #:
Customer Address:

e
bRy

The problem with this order was a missed due date by Ameritech. Actually, the ::
due date was missed twice. The first confirmed due date was 1/2/97, this daiie
was missed and changed to 1/7/97. The second date was also mlssed The
order was finally completed on 1/8/97 3
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Customer Name:
Telephone #:
Customer Address:

This order was confi rmed for 1/2/97 If was mlssed on 1/2/97 It‘was pre-% '
assigned for 1/3/97. It was missed again on 1I3/97 escalated and preass1gned
for 1/4/97. It was finally completed on 1/6/97 AR o -

——aa
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Customer Name
Telephone #:
Customer Address '

AMI says order is confirmed for 1/31/97.- They knew about the order since the =
end of December if not earlier.:They say they have to do some construction, but -
they are not <uppose to take a month to do |t <This is not an acceptable confim -
date. S e T -

Also, the customer called AMI inquiring about an additional line and were told - - .
no facilities were available. This was not true.




sheet was faxed to Amentech the day priortocut. i - o
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BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC. ™

AMERITECH INCIDENT REPORT

Customer Name: - -

Telephone #:: . T
Customer Address R

Original order went thru as éast Wire Center. Daniah from Ameritech called to

say that this order should be out of Empire.- Order was then reprovrsroned out

of Empire. Order was supposed to cut on 1/3/97 TGRSR R A W e ;.-; .

Cut never went, Called Amerltech to ﬁnd out why Ameritech sard order was out

of wrong wire center. It should be the East Wire Center, which the original order

was. Order was reprovisioned back to East. Expedited order to Ameritech for

1/8/97 and also gave verbal CFA change to Carol at Ameritech of 1/3/97.




BROOKS FIBER COMMUNICATIONS OF MICHIGAN, INC.

/

AMERITECH INCIDENT REPORT o :

Customer Name:
Telephone #:
Customer Address:

account which we were told was out of the East Wire Center. | corrected this = 5-
and gave them a new CFA.- | sent it back to Ameritech on that same day. =

The very same day in the afternoon | got a call on my voice mail that the address
of this account is not in the East Wire Center but it should be in the Empire
Wire Center. The address should have been checked for the correct wire
center in the beginning to avoid these delays in the customer cut-over.
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BROOKS FIBER COMMUNICATIONS OF MlCHiG
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"Customer Name:. : | I
Telephone #: = Tt e - R
Customer Address:

Trying to cut-over the customer. . Vendor called and said they were trying to test -

a few numbers and kept getting our recording. We got AMI on the phone and »:x-{.-, -

between AMI, Translations, Provisioning, Sales Support, Pre-engineering, and |’

Dispatch we spent hours trying to figure out where the problem was. ‘Afteralot . - .

of research, AMI found they had the wrong CO assigned to the numbers. . 725

\




